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Bob Faulkner

w

From: David Martinez

Sent: . Friday, April 19, 2002 10:35 AM

To: . Bob Faulkner; Rune Johnson

Cc: Sonia Schaad; Matthew Manigold
Subject: FW: tideland 57-23953 Marsha ext. 5556

| read ya Matt, believe me | read ya loud and clear...Gentlemen?

~—Qriginal Message—

From: Matthew Manigold

Sent: Friday, April 19, 2002 10:24 AM

To: David Martinez

Subject: RE: tideland 57-23953 Marsha ext. 5556

5556,/04-18-02/01:41:41/776/800-637-1079

This entire call is an argument between Marsha and the GK. Marsha keeps stating that we received a disconnect
order, but no lines have been switched. The GK does not understand why, if no lines have been switched, we need a
new LOA. This call is unbelievable, and Marsha’s attitude in this call is atrocious. Itis becoming increasingly difficult
for me to sit here and listen to our employees treat customers this way. We are blatantly lying to these people, LEC's
are already warning people not to send us LOA’s. They are catching on to the CAC’s. Thisis ridiculous.

SPECIAL OPS

----- Qriginal Message-----

From: Bob Faulkner

Sent: Friday, April 19, 2002 5:56 AM

To: David Martinez

Cc: Rune Johnson

Subject: tideland 57-23953 Marsha ext. 5556

Dave, she is out of controll Officially. This is crazy. The madness begins 4/18/02 11:2:7
12:13:43 12:44:38 the real 'exciting’ call is 1:41:41 she literally argues 'literally’ argues
with a lady that has already told her in SEVERAL different ways, she needs the CEO to
approve the Loa. This in my opinion goes WAY beyond our trying o winback a customer.
This is crazy. You decide.... Has commission become such an issue that we get this
desperate? I don't get it does no one( certain people) care about this kind of abuse? I'll
stop now. PLEASE listen and follow.... additionally this lady is smarter than Marsha knows
She says Sprint claims they never sent a disconnect order. Marsha, even argues that..
Incredible! One of her favorite phrases is, " Our company is billing you at a liability". Talk
about a liability, this call is... I said I'd stop. Sorry... If she ul'rima'reiy'gefs this Loa, I'm
positive this customer leaves, and we'll eat all or a good portion of this...

Bob Faulkner
Director / Accounts Receivable & Collections x8993




Bob Faulkner

From: David Martinez

Sent: Thursday, April 18, 2002 9:32 AM

To: ! Regla Megret; Daniel Holloway -
Cc: Matthew Manigold: Sonia Schaad; Rune Johnson; Bob Faulkner, Raymond Perea
Subject: Re acct Queensiand Caotton 7-065524

This is a deal that is marked saved by Marsha Gibbs on 4-17-02. Here's the breakdown.

&)

Shortaut to Gibbs.Ink

Marsha starts this call out perfectly. She tells the DM that “there are some lines still billing with us.” This is correct per one
plus. The DM is not sure if they are switching the service or not. Marsha pushes the LOA. The DM initially sounds
perceptive and cooperative. At 6:14 the DM mentions he wants to get the company attorney involved. At 6:52 Marsha
telis the DM that she is "calling you from our cancel operations department, I'm the directing manager here...” and
goes on fo say that "My function here is mainly to make sure that accounts are canceled...”

At 7:13 Marsha tells the DM that "Every line that you have us billing with us... last call date is just within the
hour..." This is not accurate per OnePlus. This calt was made on 4-17-02 and no calls, from any of the numbers
are reflecting a call made on that day.

Later in the call the DM puts on, who | assume to be the attorney, DM William. She begins to explain the entire winback
process to the new DM. At 17:02 she tells the new DM that she works “in the Quality Assurance department.” She
attempts to get CAC approval but the DM wants to get the conference call.

Questions:

1. Is our company liable with Marsha telling the DM that we still show lines trafficking within the last hour? This

is not accurate per one plus.

2. Are WB reps allowed to identify themselves with the Cance/ Operations Department? Their main function is to
cancel accounts?!?

3. In the event the customer refuses the CAC and wants to be involved with the conference call. what happens if

we later find out there is no need for the conference call and we push the deal?

4. in this case, it is assumed that the company's Attorney gets on line with Marsha. What procedures, if any, are

in place should an attorney get on the line with our WB reps?

Piease advise...

DM

Thanks,
DM




Bob Faulkner

#

To: David Martinez
Cc: . Assoc. BIG BOSS MAN
Subject: ) tideland 57-23953 Marsha ext. 5556

Dave, she is out of controll Officially. This is crazy. The madness begins 4/18/02 11:2:7
12:13:43 12:44:38- the real 'exciting' call is 1:41:41 she literally argues 'literally’ argues witha
lady that has already told her in SEVERAL different ways, she needs the CEQ to approve the
loa. This in my opinion goes WAY beyond our trying to winback a customer. This is crazy. You
decide.... Has commission become such an issue that we get this desperate? I don't get it does
no one( certain people) care about this kind of abuse? I'll stop now. PLEASE listen and follow....
additionally this lady is smarter than Marsha knows She says Sprint claims they never sent a
disconnect order. Marsha, even argues that.. Incredible! One of her favorite phrases is, " Our
company is billing you at a liability". Talk about a liability, this call is... I said I'd stop. Sorry... If
she ultimately gets this loa, I'm positive this customer leaves, and we'll eat all or a good portion
of this...

Bob Faulkner
Director / Accounts Receivable & Collections x8993




Bob Faulkner

#

From: Rune Johnson

Sent: Friday, March 22, 2002 4:13 PM

To: : Tammy Thomas; Bob Faulkner, Jeff Duncan
Subjact:- <~ - PW:700DB21172

Unless this rep or other down there are magicians, | would rather call it a common sales "lie"

—Original Message—-

From: David Martinez

Sent: Friday, March 22, 2002 4:04 PM
To: Rune Johnson

Subject: RE: 7000821172

We're able to give £.9cpcu and the effective rate is acceptable only if it is clearly explained how we get the effective rate.
It's possible that in this case the rep gave the intrastate rate and closed the deal with no mention of the Interstate rate.
This is a common Sales “trick”. Also, Cents per call unit needs to be stated after each rate quote.

—Original Message—

From: Rune Johnson
Sent: Friday, March 22, 2002 3:52 PM
To: David Martinez

Subject: RE: 7000621172
Are they authorized to give rates as stated below.

-——Criginal Message——

From: David Martinez

Sent: Friday, March 22. 2002 3:27 PM
To: Rune Johnson

Ce: Matthew Manigoie: Sonia Schaad
Subject: FW: 7000621172

Rune.
FYI| below...

Subject: RE 7000621172

5689/01-14-02/07:57:45/678/814-834-0010
@ 00:00:40 NA (Al Garcia) quotes a rate of 6.9. He does not state cpcu. He then states that the effective

rate with every 4th invoice will be 5.1 cents, but when he was attempting to say "per call unit’, the DM was
speaking and did not hear it. It is not clarified if the rate 1s interstate or intrastate.
This is the only time that the rate is quoted.

SPECIAL OPS

From; Rune Johnson

Sent: Friday. March 22. 2002 10:43 AM
To: David Martinez

Subject: Fw 7000621172

Importance: High

Dave. can you please iook into these accusations?

Thanks.
Rune




Bob Faulkner

From: Tammy Thomas

Sent: Monday, March 25, 2002 6:56 AM
To: : Bob Faulkner

Subject: RE: 7000621172

importance: High

this wasn't a winback this was just a sales call....however i do have two other accounts to add to our list 7-595267
$2898.61 and 7-594810 $1715.58 piease listen to my last cali this morning and you will see why my ext. 8867 logger 10
Thank You,

Tammy Thomas

A/R Branch Manager ext. 8867
“To Belittle is to be little..."

—0Original Message—

From: Bob Faulkner
Sent: Monday, March 25, 2002 6:54 AM
To: Rune Johnson: Tammy Thomas; Jeff Duncan

Subject: RE: 7000621172
This was added to our 'list' correct?

-—0riginal Message-—-—

From: Rune Johnson

Sent: Friday, March 22. 2002 4:13 PM

To: Tammy Thomas: Bob Faulkner; Jeff Duncan
Subject: FW: 7000821172

Unless this rep or other down there are magicians. | would rather call it a common sales "lie”

----- Onginal Message-----

From: David Martinez

Sent; Frigday March 22. 2002 4:04 PM
To: Rune Johnson

Subject: RE 7000821172

We're able to give 8 9cpcu and the effective rate is acceptable oniy if it 1s clearly explained how we get the
effective rate. lt's possible that in this case the rep gave the Intrasiate rate and closed tne deal with no menton of
the Interstate rate. This 1s a common Sales "trick”  Also. Cents per call unit needs to be stated after each rate
guote.

-----0rigina! Message-—--

From: Rune Johnson

Sent: Friday March 22. 2002 3.52 PM
To: David Martinez

Subject: RE: 7000621172

Are they authorized to give rates as stated below

----- Original Message-----

From: David Martinez

Sent: Friday. March 22, 2002 3.27 PM
To: Rune Johnson

Ce: Matthew Manigold. Soria Schaad
Subject: FW: 7000621172

Rune,

FY| below. ..

Subject: RE. 7000621172




- - * = e o, - -

@ 00:00:40 NA (Al Garcia) quotes a rate of 6.9. He does not state cpcu. He then states that the
effective rate with every 4th invoice will be 5.1 cents, but when he was attempting to say “per cail
unit”, the DM was speaking and did not hear it. It is not clarified if the rate is interstate or intrastate.
This is the only time that the rate is quoted.

SPECIAL OPS

—0riginal Message—

From: Rune Johnson

Sent: Friday. March 22, 2002 10:43 AM
To: David Martinez

Subject: : FW: 7000621172

Importance: High

Dave, can you please jook into these accusations?

Thanks,
Rune

—--Qriginal Message-——

From: Tammy Thomas

Sent: Friday, March 22, 2002 10:41 AM
To: Rune Johnson

Subject: 7000821172

importance: High

Rune can you please have the sales call pulled this customer is very, very irate states he was sold on
Scents a minute anywhere, anytime i pulled the file and it shows 11.9 interstate i offered to re-rate the
interstate calls only cust. refused 5 cents that's all....please pulf the call so i can determine where to go
with this....

Thank You.
Tammy Thomas
AR Hranch Manager exi. 8867

T Beltde s v be it 7




NA stated that there should be a line that says 15.9 CPCuU TOr the Cails L0 tNe FRIIPPINES. UM Sldled el he saw
this line. The LOA was faxed back on this call.




Bob Faulkner

e —

From: David Martinez

Sent: ) Waednesday, March 27, 2002 8:19 AM

To: ) Jeff Duncan; Raymond Marin

Cc: Jackie Wyett, Sonia Schaad; Stu Bivans; Bob Faulkner
Subject: FW.

importance: High

Jeff/Ray ,

Here is the feedback on the a deal you (Jeff) submitted. I'm not entirely familiar with a PRV process but 1 don't think we
would want to bring on a customer that clearly wanted to talk to Sales prior to completing the order. Also, how is it
possible that PRV can complete the deal when the PVR requested a new LOA because the LOA that we did have was
outdated? The PVR attempted to get a new LOA, however the LOA was never signed per the calls and this new LOA can
not be Ipcated in the files. Also, how did this deal get provisioned and assigned over to our pic 0555 when the DM didn't
want to be on our service until she received a call from the NA? It is clearly stated in one plus notes that the DM never
received a call from the sales rep on 2-7-02 yet she was pic to 0555 on 1-22-02...How could this be? See below for the
breakdown...Please advise...

DM

—-0yriginal Message—

From: Jackie Wyeit

Sent: Tuesday, March 26, 2002 3:56 PM
To: David Martinez

Subject: 818-361-1338

Company Name: A Flower Anytime

DM name: Betty Robart

5446/12-14-02/15:18:55/4112/818-361-1339

The PV call above the customer does authorize for us to take part of her service. The issues come into hand after the deal
is submitted to Provisioning.

12-14-01 - The customer is added in tracking

1-8-02 @ 9:14- Post Sale Review Approved by AREINAGEL

1-8-02 @ 9:14 - Clarification complete.. rist -fpp plan

1-8-02 @ 10:16 - spoke to ms. betty Robart...waiting for new loa to be signed and faxed back to me...billing telephone
number 818-361-1339 and all associated lines will not be brought on per ms. betty Robart...

1-8-02 @ 13:21 - calied ms. betty Robart and she faxed new ioa to me but forgot to sign it... I callec betty back and she
was gone for the day per Ron...will call tomorrow...so 1 can process order

1-10-02 @ 15:13 - called ms. betty Robart...left detailed message & ¢/b info with Hugo... need ms. betty Robart to sign
LOA and fax back to me.

1-11-02 @ 15:43 - called ms. betty Robart...I was waiting for betty to fax me the LOA back so we could process the
order.,. there is no freeze on the account but betty wants me to call verizon to verbal pic on Monday afternoon... betty
want to speak to NA regarding terms and conditions... betty told me that she was fold every 4th invoice was free as wei
as the first...she want to make sure this is in writing before can process order

1-11-02 @ 15:49 - PVR sent FYI to Sales Rep

1-14-02 @ 16:02 - PVR sent another FYI to sales rep

1-15-002 @ 15:10 - PVR waiting from the sales rep

1-16-02 @ 14:51 - PVR waiting for response from NA before PVR can provision...betty wants to speak about promotians
with NA

1-18-02 @ 15:49 - PVR spoke to Betty Robart...sending another FYI... NA has not contacted betty regarding
promotions...can not provision until NA contacts her.

1-18-02 @ 17:03- PVR sent another FYI to sales rep

1-21-02 @ 16:04- PVR waiting for sales response before provisioning order

1-22-02 @ 14:13 - sending partion order through because loa is outdate... not provisioning toll frees at this time

1-22-02 @ 14:14 - Sending ail lines to pic code 0555

2-7-02 @ 15:02 - fogout...betty Robart is not happy with the service...betty was upset because NA didn' t get back to her

1




regarding promotions... calling verizon -Ann... changing ail lines back to previous LD carrier ATT order # 15 c6577314...
effective tomorrow.

~—Original Message—
From: Juckie

Wyett
Sent: . Waednesday, March 27, 2002 8:.03 AM
To: David Martinaz )
Subject PN

Hey dave this customer is saying they were slammed and they will sue us if we don't send them back
to old carrier. There is no file and no loa and no leg for us to stand on. Can you review the sales call
and let me know if they were verified?

7000618465

THANK YOU

JEFF DUNGAN

A/R

BRANCH MANAGER

EXT 89711



Bob Faulkner

H ——
From: David Martinez

Sent: ) Thursday, April 11, 2002 5:23 PM

To: ) Rune Johnson; Bob Faulkner

Cc: Matthew Manigold; Sonia Schaad

Subject: FW: 7-621186 Admiral Wine-Full investigation results

Here is the full chronological breakdown for this issue:

03/22/02- Shawn Olson (AR Rep) settles with the DM. At this time, he places a topnote in the account that reads:
3-22-02 AR RIST SETTLEMENT NOT A WINBACK DO NOT RESEND PHONE LINES*

03/27/02- @ 06:54 AM the ANI's appear on the D/Z report. Detphine Gavaldon (WB Rep) calls and "saves” the DM,
disregarding the topnote. She used the standard "give us an LOA or we'll cut your lines” script. The "saved” amount
is$1116.22. @ 02:20 PM, Shawn Olson sees the save and places the following note in One-Plus: **D0O NOT
RESEND LINES**. At this time, Shawn also went to Rune Johnson to have him secure the account for the sole
purpose of keeping Winback from tampering with it.

04/02/02- @ 01:50 PM, Tamra Mossman (Provisioning) places the following note in One-Plus: toll free resent; loa
pulled.

@ 02:01 PM, Sheree LeGro stated in One-Plus: PUSH--PER VERIZON/BA NO RESTRICTIONS, SENDING ALL LINES FOR
INTER AND INTRA TO 0555.

I would like to know why people think we have One-Plus notes. No one apparently reads them.

SPECIAL OPS

----- Onginal Message-----

From: Bob Faulkner

Sent: Thursday. April 11. 2002 10:56 AM
To: Raymong Marnn: Regla Megret
Cc: Dawvid Martinez

Subject: 7-621186 Admiral Wine

Hello;

The above account was somehow 'wonback' which was brought to my attention by one of
my Rist team members. To cut to the chase, it was clearly noted from 3/20/02 forward (
even menfion of attorney intervention), there were tcu issues, rate issues and was turned
over to my tcu team. They settled the account, and in doing so allow transition time to move
to another carrier. Shawn Olsen even noted it was not a winback and was not fo be resent.

I nice'd the sales call 3/27/02 9:25:45 (973) 371-2211 and Delphine, hears the customer 36
seconds into the call state we had you as a carrier, everything is resolved, everything's
taken care of. She should have been able 1o see notes in the account regarding the fcu
issues and settlement from 3/22. She ignores that, and simply follows through as with any
other attempted winback. Naturally, any customer when threatened with disruption of
service, will choose to 'stay' while being fransitioned. He makes this choice in my opinion,
based on delphine’s "the way our system is set up, it could cause a disruption in your lines’
presentation, He aiso has ‘in writing’ an agreement to settle with us.

This is not a winback. Now, today, we are going back in to hopefully complete our settlement,

1




Bob Faulkner

W

From: Rune Johnson
Sent: ) Thursday, April 11, 2002 10:16 AM
To: ) Regla Megret
Ce: Bob Faulkner
Subject: Please review

Regia, we would really appreciate it if you can review this account and get back with Bob or myself.

Thanks,

Rune

-—~Original Message—

From: Rune Johnson

Sent: Wednesday, Aprii 10, 2002 11:59 AM
To: Regla Megret

Subject: FW. Opthaimic Group Inc. 7-516343

Regla, since this customer is refusing to pay his balance of $3820 45, can you please offer some feedback on the
outcome of this incident? :

Thanks,

Rune

——Original Message—

From: David Martinez

Sent: Maonday. April 0B, 2002 3:31 PM

To: Regla Megret: Daniet Holloway

Cc: Rune Johnson; Sonia Schaad; Matthew Manigold: Marty Mazzara
Subject: FW: Opthalmic Group Inc. 7-516343

importance: High

Regla.

Please see below. First. {'m curious as to how this deal was pushed through the PSR process if the President of the
company, Brian, is saying that he "is not authorizing anything” on 2-5-02. CQ markec 1t as NV(negative Verification) ' in
fact. we never recovered PV. or Positive verification after this call from Bnan. This 1s why Brian ts now saying not tc pay us
a dime...this is why Brain is stating that he never autnorized this switch  This JT character. who reports to Brian. signed an
LOA on 1-28-02. Sc it would make sense to go with the President’'s decision vs. the President's employee decision

What's interesting is that Tim continues to pursue JT for the CAC even after JT stated several times that the CAC woulc
need to be aporoved by President Brian. He also continued to pursue the CAC after the President of the company told
Amber not to move on anything until he could get the new carrier to cali us At this point the signed LOA 1s null untif we
get Brian or someone higher than Brian to give us PV This never nappened

After Tim tried several times to get the CAC permission from Brian. he eventually TOLD JT.. NOT Brain.. .that he was
going to call the LEC and use "your name" to make sure that no interruption in service woulg occur - See below for the
nates left in one plus shortly after this conversation.

Conclusion: Tim knowingly got CAC permission from an unauthorizec coniact Again. JT mentioned on severa!
occasions that Brain. his supervisor need to approve that Brian nmseif told Amber not to move forward witn anytming unts
the new carrier called us. This action ts equivalent tc canceling or postooning the authorization of the LOA untyl further
notice, being that he 1s a higher person in the company tnan tne LOA signe” JT A few questions

1. How did this slip by passed CQ? Don't we need to have PV after a NV call?

2. Is it possible to charge back Tim as this was not even a solid deal?

3. Is it okay to get CAC permission from someone who clearly says we need to get authorization from someone
eise?

This company refuses to pay us as they strongly believe they should never have been switched Based on the cails the
custcmer has a strong claim. Please advise.

DM




Bob Faulkner

From: David Martinez
Sent: . Thursday, April 18, 2002 9:29 AM
To: . Daniel Holloway; Regla Megret, Chris Gagne
Cc: Rune Johnson; Bob Fauikner; Sonia Schaad; Matthew Manigold; Marty Mazzara; Raymond
Perea
Subject: Re acct: National Time System on 4-18-02
importance: High
Shorteut 1o
Gibbs01. Ink

This is an incoming call to Marsha Gibbs in which the DM is concerned why Marsha had her daughter sign documents and
send them back to her without letting the mother look over it first.

At 2:17 into this call Marsha mentions that the LEC gets a 20% bonus for slams?!? Please listen to this par of the call and
advise. )

Also, at 5:40 into the call Marsha says that we have the daughter, Lisa, as a contact person for the account. How did
Marsha determine this? Looking at the one plus notes | see Christine is the person we should be talking to.

After listening to the call above | elected to listen in on the actual “closing call* with the DM's daughter, Lisa. Here's the
breakdown:

&)

Snomsut to

Gibbs02 ink
Marsha calls and asks for the DM. Right away she is notified that the DM is not in. We find out later that the DM s at the
hospital with her husband who is having surgery. Marsha then asks if there is someone else that she could speak to
regarding the disconnect status on their account. She goes on tc explain that the iines coutd have been possibly slammed
and expresses urgency. Lisa tells Marsha she is "89.99% sure that her mother did not authorize a switch." Marsha then
tells Lisa she is sending an LOA to rectify the situation and even instruct her what to put on the LOA At6:59 into the cali.
Marsha again tells Lisa that the local company is not 100 concerned with slams because they get 20 % 7 What is this?!?
At 7-52 Marsha tells Lisa that she needs to have resciution on this by the end of the call. Lisa is obviously trying to stall but
agrees to faxing over the LOA. At 9:55 she then attempts and successfully gets approval for the CAC with the DM's
daughter!!! OUCH...While on hold Lisa is expressing her concern to scmeone eisa in her office that she s weary of doing
this...

Regla. based on our past conversation regarding this. | was clearly under the impression that WB reps were no longer
aliowed to pursue LOAs and CACs from individuals that don't have authorization to make decisions for the company. Am |
correct? If so. Is Call Quality aware of this? They approved this call as "PV and CAC". It's clear to me that Lisa I1s not
authorized to make decisions for the company. but did so considering the "urgency” of the call. Listen to these calls | have
provided and I'm sure you would agree. | think we all would have faxed the LOA back in this scenario considernng now
well Marsha did expressing her urgency of the situation.

Please advise...

DM



Bob Faulkner

#

To: Raymond Perea
Subject: . RE: Re acct Queensiand Cotton 7-065524

Ray;

That has got to be the most explicit ‘attorney’ speech I've ever heard you say. I'm
impressed. reading between the lines between you and I, she's a bad egg and is going to bury us
if she's not stopped. This is nothing compared to much of what she says on a regular basis!
Speaking of legal matters, see a call on 800 336-6176 4/12/02 8:42:55.

Highlights, 2:27 into call customers mentions putting a call into the Arkansas PSC. 2:49 into the
call, Marsha suggests he definitely do that. 10:18 into the call he WANTS to be on the
conference call. Hmm let's see. Also he owes us $2200. Cierracom is his local. It's marked
SAVED from Southwest Bell. Anyway enough rhetoric. Ray, I'd suggest between you and I, look
VERY closely at her. ( she’s not the only one though). This type of marketing/sales
tactic/WINBACK is nonsense!

Bob Faulkner _
Director / Accounts Receivable & Collections x8993

~—Qriginal Message—

From: Raymond Perea

Sent: Thursday. April 18, 2002 10:02 AM

To: Davic Martinez; Regta Megret; Daniel Holloway

Cc: Matthew Manigold; Sonia Schaad: Rune Jonnson: Bob Faulkner
Subject: RE: Re acct Queensiand Cotton 7-065524

| am uncertain as to whether or not the questions below are directed towards me. Nonetheless, | would like 1o point
out that having any our sales reps discuss matters with a company's attorney is quite precarious. However, we must
keep in mind that there is a fundamental difference between an attorney simply making the decision to transition
service or an attorney providing iegal representation to a company and. In doing so. extracting information from a
sales/winback rep.

That being said, an attorney getting on the line when that atiorney was not the original contact. is a pretty clear
indicator that Winback activity should be halted. To do sc would be in accord with policy of other depantments such as
Customer Care and Accounts Receivable which are generally pretty good at forwarding accounts to legal when it
appears that attorney involvement or regulatory agency involvement 1s imminent.

Although somewhat questionable and somewhat unsavory, the remaining conduct does not raise issues of
unmanageable liability. Answering the question as to whether or not the conduct in gquestion rises to an actonable
fraud would reguire quite a few pages. However, if a customer indicates they prefer to be part of a conference calt
facilitating the switch, that is what shouid be done. These remaining issues speak to credibility and customers should
pe entitled to facts as to what department they are dealing with and the status of their account. | see no benefit to
conducting business otherwise.

Ray

----- Original Message-----

From: David Martinez

Sent: Thursday, April 18, 2002 9:32 AM

To: Regla Megret; Daniel Holloway

Ce: Matthew Manigold; Sonia Schaad: Rune Johnson: Bob Faulkner: Raymond Peres
Subject: Re acct Queensland Cotton 7-085524

1




This is a dea! that is marked saved by Marsha Gibbs on 4-17-02. Here's the breakdown.

<< File: Shortcut to Gibbs.Ink >>

Marsha starts this cali out perfectly. She tells the DM that “there are some lines still billing with us.” This is
correct per one plus. The DM is not sure if they are switching the service or not. Marsha pushes the LOA.
The DM initially sounds perceptive and cooperative. At 6:14 the DM mentions he wants to get the company
_ attomney involved. At 6:52 Marsha tells the DM that she is "calling you from our cance! operations
department, I'm the directing manager here...” and goes on to say that "My function here is mainly to
make sure that accounts are canceled...”

At 7:13 Marsha tells the DM that "Every line that you have us billing with us... last call date is just
within the hour...” This is not accurate per OnePlus. This call was made on 4-17-02 and no calls, from
any of the numbers are reflecting a call made on that day.

Later in the call the DM puts on, who | assume to be the attorney, DM William. She begins to explain the
entire winback process to the new DM. At 17:02 she tells the new DM that she works “in the Quality
Assurance department.” She attempts to get CAC approval but the DM wants to get the conference call.

Questions:

1. Is our company liable with Marsha telling the DM that we still show lines trafficking within the last
hour? This is not accurate per one plus.

2. Are WB reps aliowed to identify themselves with the Cancel Operations Department? Their main
function is to cancel accounts?!? )

3. In the event the customer refuses the CAC and wants to be invoived with the conference call, what
happens if we later find out there is no need for the conference call and we push the deal?

4. In this case, it is assumed that the company's Attorney gets on line with Marsha. What procedures,
if any, are in place should an attorney get on the line with our WB reps?

Please advise...

DM

Thanks,
DM
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Letter of Authorization

ﬁkWMkwnmmwmmqumﬁMJwammm By signing
beiow, (attemer seleds ERRACON SYSTENS or its offifiotes o3 its preferred arrvier for ofl lekriod (loog distorce) calls. Costomer okso salecs
OERRACOM SYSTEMS or its ofiilkates az ¥ praferred conter for ofl infraleia ol el Castomer appoials CTERRACOM SYSTENS fo be Ms ogeat
1o moks these changes from Iy eomment corrlec. Centomer wnderstoads ot  has the right 1o obivia these servics individualy, that ony ane prefermed
carler may be selectad for soch talepivane nomber aod thirt & moy cootoct CERRACDE SYSTEMS f &5 foca! elephens empary dharges ¢ See for this
change. Camplete fermns of service ond rates ere saf oot in the torift on file with the FOC and stute axamissions. Modifizfions ko tarif picn not oxcepted
by @eriet. Acounis bifled fn enik per arfl cotts. Per arll mon-usage charges apply. Detofls of mfl wikt ond chevges e ontolaed in IERRACOM
SYSTEMS Welome Padoge gvaliable aaytime by alling 077-932-8568. Undersigned furtier authortzes CERRACOM SYSTEMS gnd ony LEC ko
remeve qny PIC freetes on oor axcount ond 1o verbolly PK ovr iines to (1€ code axssigned by QERRACON SYSTENS. Castumer oaepts binding dispate
arbitrafion procedures.

¥ 800 service is requested: The under signed also appeints (IERRACOM SYSTEMS oy Customer's Agest with eutbarity (KRCO1) 1o select «
Respansiblz Qrgunizution ("RESPORG™) for fhe management gad qdmisisration of 800 dota base raords of enstomer with respedt f the £00 nymbers
listed below. RESPORG D## WILDI/SS.

‘Aﬁempcnr Billing HUMEM :

Address:

City, State, Zip: ——
FO0-prd -2/ Py
Main Billing Number- B00/BE8 Number PPl -2~ - )72/
' ST~ FNy - 2y
Additional Numbers: ):' z é é’goé ~
Print Name: Date: j 77

Sociel Security Numbar (Optional):

Signature:




APFFAL INSURANCE AGENCY. INC.
P.0. BOX 920666
NORCROSS. GEORGIA 30010

messuntansenssnnnes (oD 60975 £ (TT01416-1080 FAX

_Dat;: ;-)_ g2

(/‘T'I’/Gr Cegy

Subicet: ;‘70 ‘/‘;3‘)' )/)}*’
TrV - 2R, GCPOF
D -SSPk 2 e s

7; //E.V ﬁ)’ /“""-’/‘CL /‘rqq,.;) 94 A&
Takhes TH= Ibier L.,

From: Jack wi)]

Z Tear W?ﬁ;) %) /’75/-:/ & jr'.'}\ﬂ/(;) ﬂe.
é-’ ﬁ/"—’ c'[%ﬁa—’KEG;?//é‘r_, %’-’(ﬂ-e;:- jéfro:.. ;f’fr-r
72/4/ 77*'142. Lf o ceq J.-"// t-c-/'//' /c_ J’/‘-*7( "'7(7(
< 0/6 . ‘
e e e S
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CIERRACEM

SYSTEMS
OCLE THAN IS A VOITE OM THE THOME

M

To: JACK Date:___March 07, 2002
Phone:__770.416-0975 From:_LESLEY CCS

Fax: 770-416-1080

U Urgent X For Your Review DlReply ASAP (OPlease Comm ent

‘“h




CIERRACEHM
SYSTEMS

MOTE THAAN RIST & WEXCE O 1HE MeONE

I PHONE 877-93_!_-!21! I FAX: !!7-?32-62!1 l

Satisfaction Guarantee

If at any momem,s?/ou are no' 1otally satisfiec with any
aspect o* CieraCom Systems service, we wii coordincte your
relum to your previous long disrance provider ong pay
your PIC change fee.

—_—_

Letter of Authorization

This camllmer? form & not o te1m pian or coawa:t commitment; undersigned may request serviee eaocalgyion duting any invoice penod. By signing
below, Cesromer sefees (ISRRACOM SYSTENS or its offiliones o3 s coafarred cawrier for sll Inrerien [long dovnee} wlb. Cusromer also sefert
CIERRACOM SYSTEMS or its uffilintes o # preferred carrier lor all invgietz (boca: toll) catis. Customer appaints CIERRACOM SYSTEMS I be it agent
© moke hese changes from its cumom corrier, Cusmmer Lngersiands thot they have the right  cbioin these serviees inziwcually ond that only ane
prelerred carriar moy be selactad for ench talephone numbar. Complets temes of servics abn fetes aresetoct in the rorifl on ile with the FCC ond some
cermisions. Modificaliens % rasiff pioa not sepied by carrier. Azcouns Lilied in rean per eall units. Por call non-usage tharges ppply Demils of
cal! units and charges ore contained in UERRACOM SYSTEMS Welcome Patkage avallable anptime by colling 877.932-B548. Undensigned tyrther
outhariras (IERRACOM SYSTEMS =0d ony LEC to remove any PIZ frauzes on our aczount und 1o vacholiy 3IC aur lines 3o C:C code assigned by
CZRRACOM SYSTEMS. By actepting service horr CierreCom, Customer agrees 1o the “erms and Concirions of Serviee” ircotporated bere by reserence

ard aosted ot www.cietrocom com, Cusomer actepts dinding Bisoute orbirrarion sracedures.

IF 800 service i reauested: The wnder signed ko oppeins (IERRACOM SYSTEMS os Custemer’s Agant with authorite (NRCOT) 1o seinet &
Resoomsible Organzerion {"RESPORG™) for the manngement and ¢ dmirmsmonon of B0G dota bass tecords of customer with respect 1o the BT numbers

listed szlow RESPORG ID# WILDI/438

Comaeny Billing Name:

Amgress:

City, Stove. Zip

Mein Biling Number: 8C3/BBE Numbar

Additianal Numbers:

Print Name: dete

Secic! Sacurity Numoer {Optiona'):

Signoture:

Account Executive:
Name: Dept#:

THILSU




CIERRACHM
SYSTEMS

MOJE THAN TLIST & YOICE O 1HE MaONE

Satisfaction Guarantee

It af Gny mor-ern:, you are no- 1Sially sotisfies witn cry
aspect of CierraCom Sysfems sarvice, we wil coordrare vaur
returr 1o your Srevious long dis‘ance oroviger cnd pay
yo.ur PIC cnarge fee.

_—_—
Letter of Authorization

This escoliment form is ror o term P QR of woatract tommitment: unaers.gred mav reauesl serrice carcelatisn duriis ary iwie sernd By sgning
beiew Lusomer selests CISRRACOM SYSTEMS or e i mms s in sreferrad ea e for efl Inreriarg flong dutanre) ulk. Cattaver oite sefs-r
CIERRACOM SYSTEMS or = olfiliates gs it preferres carrier for oft Intreiey (laez toll) cre. lustomer oppams CERRACOM SYS"ES bo se r: ogent
Y raoke 1nese thomges from #5 currene arees. Custome: Ldesstonds that they nove “he night 1 cofmin these services ‘ndivicual'y ond thot only ane
prefered mrrier may be selened lor eoeh telephone Aumber Compiee 2 rms of ierncs oec rares ore st out in the torifl on e with the Flond e
wnmissions. Wodifizations 1o miif plan not sepied by coiner. Aruns Sliwd in eant: pe- zzi un s, Per eal] hom-usage chames ezzy Demils of
col' units and chorges ere comained in OERRACOY SYSTENS Vieleamie Packeg: cimilzbia anprime by caliing 877.532-6568 Uneemigaed fotme:
autharizes (IERRACOM SYSTZNS oad apry LEC 1o rerove any PIC frezzee 62 our serzunt ane 1o vachuy 9 nut Lnes 10 CC mods assignes 1y
< ERRACOM SYSTEMS. By atemo'm; service irarm Cistrelo= Cosomer sgrees o o “Terms 072 Conerlions of Sery e ireorporzred herz ay mipeetce
ard narted g1 www clerrocsr.on usomer cesan yerimg eraute sobrraras spredimee

8L semvus B eevester. The under sipned olo cpaci-~ (iER2400N SYSTERS 2t lttierer s Agent wi- 2 sony NAULT) o seiee s
Resaons:a'e Orge-achize RESPORE ) ser the Rhzemeters sdm mmsaze o MY vt 110 vereeds o rumte et Wt reszac % ore BO) rumrpers
ez zeias SITFIRG 0w WILhikEst

Comaonv Eill'vz Nome 4;: — _,Z; -

Accress:

Citv Ziees. Tie

JFoo - Falr— 20 Py
Mcin Bt ing Numpe- Ziz BEE Number PRS- 22 - e D>
Soc-w s ey

Acditiamal Numbers

frics Neme. sce /(//?/&J;

Sozie Ss:u;wr u%

Name: Depi#:

LN N

ngr:fure

Accaunt
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To:__ Jack Hill Date:__ October 15, 2001

Phone: 770"416"0975
Fax: 770-416-1080

From: Jennifer Hubbard

I Urgent  [XIFor Your Review CIReply ASAP [ JPlease Comment

____

0601




CIERRACHY)

SYSTE

SEORE THAN JUST & vICE ON THE PHONE

-932.6213 !

® Every 4th Invoice Free

Free invoice credit based on average long distance
charges of your previous 3 invoices, *

® First Two Long Distance Bills Covered
Through our prepaid calling card program.*

____

® Ssatisfaction Guarantee

- If your not 100% satisfied with any aspect of owr
service we will pay & coordinate your return to
YOUr previous carler.... Guarantesad|

® No Term Plans
- CIERRACOM customers con cancel at any tme

® worldwide Fiber Optic Network
- Utilizing the MCI WorldCom Network

€ Customized Biling Options

*Prancic collirg cards isiuee in the amraunt of sstirnted biling o lir ons secord inve'ce "Free Invace” chgioniy
terms apply, nt uding Censecuiive montas al servize  Cuslemars mge canfirm “Fummy £11 [pvcice Fras” seimclian by
zaling £77.232.7959 ohe- serv ce rilimvien Froe invute crecit besea woon overage octuc la~p distorce cherges o
Frevious 3 sayoices. Sree Irve.ce Credit not to cxcees Currar ony distenze siorges of nvsice suomec! 1s cromoner
Dslinc senl accounis ~ot cligisle for Frepdic coling cards cf fren inveice ¢ragt o)

R




. SO TIAN JUST A VOICE ON THE PHONE .

Heodquarters / Branch 8illing

This fecture gllows a company to frack the cealing of ail its sublocations.

A headquarters may choose 1o retrieve and Pay the bill, which woula contain the
charges and coll detall of all subiocations. O, If It is preferred, a headquarters
can choose 1o receive only @ summary statement of ifs sublocations, with the

sublocgations being bitied independently for their calls.

____

Combined 8illing

Combined all sublocations on one invoice that is sert to heqdquarters.
For ease of payment, multiple businesses with he some adoress
MmOy be combined on one bill.

Billing Options

» Colis by lime of day » Day of month summary by
call typa showing day and dats.
> Total usage by outgeing
phone number. > Time of day summary by
call typs.
> Aren code summary for
eoch arso code called. » Diskette biliing, Dbase or
ASCIl tormatting.
» long duration call summary

with thresheold activation. > Call getall by:
Qutgoing phone numbar
» Frequenlly called phone Account code (nome code, # code)
number with ireshoild Time or Stute
activation.

» Calling card detall.
» Frequently catied clty summary
with thresheld activation. > Account soda summary.

AEFOGOIN)
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CIERRACE®M

SYSTEMSLS
MORRTVAN BIET AVOICE G TYE P

Referral Program

Eamn free long distance by refeming
your business associates,

_“_
YOu recelve a credit equaling
10% of the E£stimated Usage of
all Referred Customers* up to

$500 per referred customer.

Put your CIERRACOM SYSTEMS Consuttant to work for you
and yaur business - for FREE. _
Please list your reterals ond fox to B77-932-582164.

COMPANY NAME CUNTACT PERSDON PHONE NUMRER
COMPANY NAME CONTACT PERS DN PAONE NUMBES
COMPANT NAME CONTACT PERSON PHONE NUMBEZ
COMPANT NAME ZONTACT PERSON PHONE NUMBER
COMPANY ~AME CONTACT PERSON ‘ SHONE NUMBER

MY CERRACOM SYSTEMS ACCOUNT NUMBER 5

s i-H



. . TERMS AND CONDITIONS OF SERVICE

eppiled by tariffs on fle and in eflect The ferms below, the referenced terms and tariffs, whers applicable, contrel ali
astects of Our relationshin for Servicss provided, ncluding, bul not limiled to, interstate, intrasiste. nlemalional, calling

confidantiality, asriy wermination fees (it applicabia),
arbitretion. In addition 1o the tarms balow, thera sre
Service Plan, PFosted an Our websile at w :

sarvice, privacy sna

hmitations of Ssbilty l.nu_\nrrantn and resolution of dispules by

Spply to You. Please cail 1-877.932-8568 I you would like further information,

Sorvices. Depending on Your seiected Service Pian,
CiemaCam may provide intamational, state-to-state and in.
siwie long distance, iocai toll, ioil-free access and calling
c2rd services.  Originaling avalability. veries by service

tyoe,

Bliling and PaymanlL Service and bRing is provided on =
monthly basis. Al amounts due must be paid by the aae
stpted on Your invoice. Servies mey continue to be
pravided unii! thirty days after Our receipt of a reguest from
You for the discontinustion of Your Service, unless other
restrictions apply. You agree to notify Us in advance if You
cancet service. You are msponsibie for making
aTangemants with other carriers to transition Your services
2! time of cancelisiion. CisrraCom may cancal asrvios as
set oul In Your Service Plan and in tne peneral terms
reforenced o this Agraemant, A surcharge, the inlerstate
Telecommunicalions Surcharpe ("ITUST moples 1
Cuslomers who raceive manegement cal getal with each
rmorih'y nvoice.

SERVICE AND TARIFFS ARE BASED UPON A RATE
STRUCTURE THAT INCORPORATES NON-TRANSRORT
COSTS OF SERVICE ACROSS TOTAL CALL DURATION.
THEZ COMMON PRICING TOMPONENT IN THIS RATE
STRUCTURE IS THE CALL UNIT AND ALL RATES ARE
IN CENTS PER CALL UNIT (CPCU) VERSUS CENTS
PER MINUTE. TO ILLUSTRATE, THE FIRST MINUTE OF
A CALL 1S TWO AND ONE-HALF CALL UN ITS. EACH OF
“ME NEXT NINETEEN MINUTES 1S TWO CALL UNITS
AND EACH MINUTE BEYOND TWENTY MINUTES |8
SVE CALL UNIT. FOR DETAILS, CALL TOLL.-FREE
7 2T7 922-8568

Rates and Service Plan Information. You- Servce Pian
rates ang othe: charpes, terms ang conditions are posted at
.Ca = and are aiso availabie for revew al
4380 Boulder Highway, Las Veges, NV 83121, You may
2il 1oi-See 1-877-832-8568 for agoiienal information. We
T3y cthange Your Service Plan In sccordance with [he
Nese Terms and Your Service Pian posted at
sww CiemCom com  YOU ARE NOT BOUND BY A TERM
PLAN COMMITMENT YQU NMAY REQUEST
CANCELLATION AT ANY TIME BUT YOU MUST
FOLLOW THE PROCEDURES N THE BILLING AND
PAYMENT PROVISIONS OF THIS AGREEMENT.

“Every 4™ invoice” Loyaity Credit Ofterings: You may
receive a credit squal to Your average aciual iong distance
tharpes on your previous 3 Invoices. Enrclimaent is required
by calling 877 832-7958 aher your service inltiation ancd prior
o your frst 4" invoice anc theremfter prior & each
subssguert 4" invoice. Deiinquent accounts are nat eligible
for 4" invoice” credits. Credit shal! nat exceed current long
gistance charpes of invoics recelving invoice credit. Omer
credits may apply per your Pian detalis,

Chargas. You sre responsibie for paying all chages
Your Account, including but ot Bmited to: atcess, long
distance, lacal and iccal toll access, directory and operaior
assistance charges, sintime, monthly recwring charpes, and
any taxes (siate. local and fedmral), sucharges, feas,
B35RS3MENtS. Or recoveries determined by Us in be
imposec on You or Us as result of use of e Sarvice on
Your account or the purchese of goods, including but mat
limited to: grose receipts taxes. saies taxes and municipsl
utilites taxas.

Indemnification. YOU AGREE TO DEFEND, INDEMNIFY,
AND HOLD US, OUR AFFILIATES AND AQENTS AND
ANY OTHER RELATED SERVICE PROVIDER,
HARMLESS FROM THIRD PARTY CLAIMS OR DAMAGES
RELATING TO THIS AGREEMENT OR OUR PROMISES
OR STATEMENTE MADE IN IT AND USE OF THE
EQUIPMENT OR SERVICE UNLESS DUE TO QUR
GROSS NEGLIGENCE. YOU ALSO AGREE TO PAY QUR
REASONABLE ATTORNEYS' AND EXPERT WITNESS'
FEES AND COSTS INCURRED IN ENFORCING THIS
ABREEMENT THROUGH APPEAL, EXCEPT AaS
OTHERWISE PROVIDED IN THIS AGREEMENT. T IS
YOUR RESPONSIBILITY TO CONFORM TC ALL Laws
OR REGULATIONS BOVERNING YOUR USE OF OUR
SERVICES AND YOU WILL INDEMNIEY US FROM
CLAIMS ARISING FROM ANY SUCH USE WHETHER
LAWFUL OR NOT. THIS PARAGRAPH WILL SURVIVE
TERMINATION OF THIS AGREEMENT

Use of Service. You agree not to use the Service for any
unlawtul or abusive purnose or In any way that damages
Our praperty or imerferes with or disrupts Our system er
other users or thet is In eny way uniawiu!, fraudulemt or
abusive. If You use Toll Free Access Service {TFAS), You
@#rs responsible for payment for all calis placed o or via
Yeur 800888 or other Toll Fres Servier numbpers.




*

Any invoioe not disputad or otherwise contested
days of Our maiing to You is ceemed
Lorrect and is binding on You. You are required te pay the
undisouted podion of the Irvaice in Ais entirety. Iif You abject
tc any of the cherges on Your invoioc, or if You are sending
Us & peyment in full of any gmounts ihat have been in
disdute, You must (i) notity Us in wiiting at the addrazs on
Your invoica, {Il) mark the cutside of the snveiops “Bhiing
Dispute™, and (iit) send it to Us st Our address pravided on
7% invoice. You may aiso contact Our Customer Service at
1-877-832-7959. if You do not mest these requirements
completely, You will waive sny objestion. ALL DISPUTES
THAT CANNOT BE RESOLVED BETWEEN US WILL Bt
SUBJECT TO BINDING ARBITRATION PURSUANT T0
THE COMMERGIAL ARBITRATION RULES OF THE
AMERICAN  ARBITRATION ASSOCIATION WITH
SRETRATION TO OCCUR IN LAS VEGAS, NEVADA.
THE PARTIES AGREE THAT THEIR DISPUTES WILL BE
RESOLVED INDIVIDUALLY AND SHALL NOT BE
ARDJUDICATED ON A CONSOLIDATED OR CLASS
2AS!S. The amitratar{s) shall apply the law of Neveds and
may sward declaratory relief, preiimirary and permanent
niunctive relief. and compensatory dameges, So long as
~chsisient with the terms of this Agresmen). The Partins
further agree to waive, to the futiest extent permitted by law,
amy claim for incidental, conseguantial, or punitrve
dermeges. To the axtent applicabie taw prohibits the waiver
of such camages snd if en arbitrator decides 1o #ward such
damages, dameges shall be limicd to the total amount of
service charges You have psid. :

Customaer Service. If You are having a Service or billing
credlem or inquiry, Yeu cen contact Us at the phone

"utoer Jocated on Your bifl er You can zall Our Customer
S7v.ze Department by disling Toll Free 1 B877-932.7958.

The foregoing expiains our

WESTSNty. 8nd resolution of disputes by arbitration.

respective legal rights conceming all agspec's of Oyr
sefvices, INcluding: biling and tnarges, starting and ending service, privacy and

the

unauthorized usage and provide the fulli delpils g

regquested.

AvaliabilityMmerruption. We ¢o Aol warrant or reprasant
that the Service will operate without inlerrustion or that it wil)
Cperzis contnudusly. The Service We offer is subject 1o
necessary faciiilies wnd equipment being availsble from
olher camiers. We may have o make operstional
edjiusiments such as thenge he oode of phone numper
8seigned to of used by You eor ihe technical speciiicatiors of
the Service, or imerrupt the Service v perform tests and
inzpections or for cperations| or emorgency reasons. or to
install equipmenl, or provido information We view as
necessery for hesith or sefety, or conceming the qusity of
the Services We provide.

Limration of Liabity. OUR LIABILITY AND THE
UABILITY OF ANY OF OUR UNDERLYING CARRIERS
FOR ANY FAILURE OR MISTAKE WILL IN NO EVENT
EXCEED OUR SERVICE CHARGES DURING THE
AFFECTED PERIOCD. WE ARE NOT LIABLE FOR ANY
INCIDENTAL, PUNITVE OR  CONSEQUENTIAL
DAMAGES SUCH AS LOST PROFITS ARISING OUT OF.
RESULTING FROM, OR IN ANY WAY RELATED TO THE
SERVICES  AND FACILITIES FURNISHED BY
CIERRACOM. EVEN 1= WE HAVE BEEN ADVISED OF
THE POSSIBILITY OF SUCH DAMAGES.  You
ACKNOWLEDGE THAT THIS AGREEMENT AND ITS
TERMS CONTROL AND THAT NC DIFFERENT OR
ADDITIONAL TERMS MAY 8E MADE BETWEEN YOU
AND ANY CIERRACOM AGENT OR REPRESENTATIVE.
THIS PARAGRAPH WILL SURVIVE TERMINATION OF
THIS AGREEMENT.

relgtiorship for felecommunications
confidentiality, limitations of liablitty ant
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CHICAGO TITLE INSURANCE COMPANY

75 FEDERAL STREET, SUTTE 410, BOSTON, MASSACHUSETTS 02110

i

(617)210-0750 FAX (617) 210-0777 ‘ °
“ ¥ | JEFFREY l.. PALLIN
RESIDENT VICE PRESIDENT
i EMAIL: pallinj@cti.com
Affinity Network, Inc. z March 5, 2003

P.O. Box 22021
Tulsa, Oklahoma 74121

To whom it may concemn:

Please accept this written notification that effective April 1, 2003 I want the arrangement
between the Chicago Insurance Co. o in Bedford, New Hampshire and Affinity
Network, Inc. termi . The number for this account is 700034-2581-0000. After that
date I will no longer pay your invoices for long distance service provided by
LDExchange, a sister company of Chicago Title Insurance Company. I have enclosed
payment for the invoice dated 1/18/03 and am requesting a final bill be sent no later than
April 7, 2003.

.‘!.l
+

Thank You, }

Jeffrey B. Pallin, Vice President
Northern New England Area Manager
Chicago Title Insurance Co.

75 Federal Street Suite 410

Boston, MA 02110

. (617)210-0750 ]

cc: Federal Communications Commissjon
LDExchange .

!
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October 2, 2002

CierraCom

Attn: Legal Dept
P.O. Box 21261
Tulsa, OK 7412]

To Whom It May Concern:

This letter is in reference to the monthly bill I have received dated 09/18/02. 1have
switched phone carriers from Cierracom to Ameritech in May. In June and August you
have stolen it back. I wish to disconnect from Cierracom. These calls on the 09-18-02
bill are not to be bilied thru Cierracom. Therefore I'am not paying this bill. In addition,
this is the 2™ time I have contacted the FCC regarding your company. A copy of this
letter is also being sent to the FCC.

Please cancel us from your service,

Tina Rand,
President

NVA_
Ce: FCC

-
r

6071 18 Mile Road* Sterling Heights, Michigan 48314 * Tol! Free 888-688-2404 * B10-323-9916+ Fax B1 0-323-9852




Please write your account mmber AMOUNT ENCLOSED:
700060-%068-0000 on your check
Invoice Date: 09/18/02

Due’ Date: Upon Receipt Remit to: CIERRACONM
Make checks payable to: - PO BOX 21261
CIXRRACON Tlsa, Ox 7419

00007000b090L8000338785020928% -

mmmmwmsmmmm.

CE'R'RIHC.M Account No: 700060-9068-0000

Invoice Date: 05/18/02
SYSTEmMS Due Date: Upon Receipt

All Service Inquiries: (877) 932-7964

*

ZTA'Y + S-..\\.:L"C"\ o c'h

Ao Améev ,,)t'c’c H

609022413 4.666 1.2 I 8 8 I,
TRI V SERVICES INC

Attn: Accounts Payabie
6071 18 MILE RD SA "A’q

STERLING HEIGHTS, Ml 48314
III [} ] 'Illlllllllllll'lll'lllllll

It is especially important that you notify us directly at the customer
tollfree number listed on your invoice when you wish to modify your
long distance service, including adding or deleting lines. For fast,
convenient customer service and web based bill payments, you can also

visit us at . . .
WWw.customerservicefirst.com <http: //w:w. customerservicefirst.coms

BELmiEy
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October 2 2002

Federal Communications Commission
Enforcement Bureau

Atn: Yvonne Hill

445 12™ Street S.W.

Washington, D.C. 20554

Dear Yvonne:

This is the second ietter ] am writing 1o you for help with ongoing problems with NOS
communication aka Cierracom.

On May 7™, Tri V Services switched our local service to Ameritech and our long distance
service to Qwest. On June 13" Cierracom stole it back. On June 27" we attempted to
go back to Ameritech. That switch was completed on August 5*, Now on August 19%
Cicrracom again took us back. The switch to Ameritech was made on August 26",

I have also received another monthly statement for $3187.85. 1 am not going to pay this
and am also sending a copy of this letter to Cierracom.

Yvonne, what else can I do to stop this from happening? When they call me they
threaten me and tell me they are going to cut off all mv phone lines.
Any help you can give me would be appreciated.

Thank You,

g%\'\a Qc __é
Tina Rand,’
President

Cc: Cierracom

6071 18 Mile Road*® Sterling Heights, Michigan 48314 * Toll Free 888-688-2404 * 810-323-9916+ Fax 810-323-9852




DOCKET NO. 03-96
DOCUMENT OFF-LINE

This page has been substituted for one of the following: _
o This document is confidential (NOT FOR PUBLIC INSPECTION)

o An oversize page or document (such as a map) which was too large to be
scanned into the ECFS system.

o Microfilm, microform, cértain photographs or videotape.

o Other materials which, for one reason or another, could not be scanned
.into the ECFS system.

The actual document, page(s) or materials may be reviewed (EXCLUDING
CONFIDENTIAL DOCUMENTS) by contacting an Information Technician at the FCC
Reference Information Centers) at 445 12™ Street, SW, Washington, DC, Room CY-
A257. Please note the applicable docket or rulemaking number, document type and
any other relevant information about the document in order to ensure speedy retrieval
by the Information Technician.

Attachment B Cassette #1  Marsha Gibbs, Brian Miller Side A& B

Attachment D Cassette #2 Marsha Gibbs

Attachment F  Cassette #3 Marsha Gibbs

Attachment H Cassette #4 Marsha Gibbs  4/23/2002

AttachmentJ Cassette#5 Marsha Gibbs, Continued from tape 1 Side B,
Partial Plus More

Attachment L Cassette # Marsha Gibbs 4-22, 4-23, 4/18/2002
Attachment N Cassette #7 Tideland Electric, Side A, Conversation #1

Attachment N Cassette #7 Tideland Electric, Side B, Conversation #2




